
STATE OF FLORIDA 
co~ l s s IoNE~:  
BRAULIO L. BAEZ, CHAIRMAN 
I. TERRY DEASON 
RUDOLPH "RUDY" BRADLEY 
LISA POLAK EDGAR 

~. 
June 23,2005 

Ms. Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th St., SW, Rm TW-B204 
Washington, D.C. 20554 

Re: In the Matter of Telecommunications Relay Service 
Individuals with Hearing and Speech Disabilities, CG 

Dear Ms. Dortch: &' 

As required in the above referenced docket, Florida submits the Annual Complaint Log for 
complaints received kom June 1,2004 through May 3 1, 2005 that allege a violation of the federal 
Telecommunications Relay Services (TRS) mandatory minimum standards. The log includes the date 
of the complaint, the nature of the complaint, the date of its resolution, and an explanation of the 
resolution. A log of CapTel complaints has been submitted separately fiom the TRS complaints. 
Also included is an Annual Tally Report with total Complaints by category. 

A 3.5" diskette is included that contains an electronic copy of each enclosed report. 

If you have questions, please contact me at 850/413-6582 or rmoses@usc.state.fl.us. 

Sincerely, 

&- 
Rick Moses 
Chief, Bureau of Service Quality 

Enclosure 

CAPITAL CIRCLE OFmCE CENTER 0 2540 SWMARO OAK BOULEVARD 0 TALLAHASSEE, FL 32399-0850 
An Amrrmtive Action / JCqlul Opportunity Employer 

PSC Website: bttp:lhnnvfloridapsemm Internet E-mail: conhc@pscsht&fl.us 





Complaint Tracking for FL CapTel (06/01/200405/31105). Total Customer Contacts: 54 

Date of Nature of Complaint Explanation of Resolution or Status Date 
Complaint Resolved 

6/2/04 Billing Issue Explained billing situaBon to customer, 6/9/04 
6/7/04 Dialing Issue Every time customer dials out, their office phone system transmits 6/7/04 

an area code from a different slate. Cuslomer will check with their 
ohone administrator. Customer will dial full 10 dioit number to 

1 

successfully make calls 

6/7/04 IDTMF Tone Interference ITech Support adjusted DTMF tone pass through. Confirmed 1 6/7/04 
I lresoiution was successful. 

6/10/04 IEcho Sounds [Advised customer on tios to reduce echo sounds usina the Volume I 6/10/04 

I I I 
9/14/04 IBilling Issue IExplained billing situation to customer. I 9/14/04 



9/23/04 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 9/24/04 
resolution was successful. 

presented during the call. Thanked customer for feedback and 
forwarded to appropriate staff for follow up with the CA. 

10/15/04 Accuracyof captions Call involved medical terminology and certain words were incorrectly 10/15/04 

10/20104 Account Login Failure Lnll's accobnt activated. Lnit now operalional 10120/04 
10122/04 Echo Sounds Advised customer on tips to avoid echo sounds. 10122/04 
10126IO4 Accuracy of captions Passed complaint to director of captioning service, who agree0 to 10126104 

contact customer regarding Spanish grammatics of captions. I lcontact customer regarding Spanish grammatics of capti& I I I 

10/20104 Account Login Failure Lnil's a c c o d  activated Lnlt now operauonal 10120/04 
10122/04 Echo Sounds Advised customer on tips to avoid echo sounds 10122/04 
10126IO4 Awuracy of captions Passed complaint to director of caotionina servace. who aqreeo to 10126104 

11/24/04 Echo sounds Advised holding phone away from mouthfface and making good 11 I24104 
acoustical seal wilh ear. Remedy provided. 

inability for CapTel unit to reach Explained to customer that there was transmission congestion within 
data toll free # due to network the nationwide toll free network. This disruption caused some 
congestion consumer calls not to be able to reach our Caotionina Center. 

12/9/04 Billing Issue Explained billing situation to customer. 12/3/04 
12/13/04 12/13/04 

- 
Managers of Uiat network confirmed they expandeu the capac,i-f and 
the transmtss on diKIcut(les should be resolved I 

I 1/3/05 DisconnecVRecOnnect during Customer experiences immediate disconnection: tech support 1/3/05 
calls identified this as a telephone network line-related problem. Tech 

support enabled new sofbare to try and work around this. 

1/10/05 DisamnecVReconnect during Customer has Call Wailir?g feature and didn't program a "biock". 1110105 
calls Advised customer to enter in block for call walling. Remedy 

provided. 

1/19/05 DTMF Tone interference Tech Support adiusted DTMF tone pass lhrouah. Confined 1 / I  9/04 . .  - 
resolution was successful. 

resolution was successful. 
1/26/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/26/05 

2/4/05 Billing issue Explained billing situation to customer. 2/4/05 
2/7/05 DisconnecVRecOnnect durina Advised customer of cause of disconnectlreconnect and t im to 2/7/05 

. .  - 
resolution was successful. 

resolution was successful. 
1/26/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 1/26/05 

2/4/05 Billing issue Explained billing situation to customer. 2/4/05 
2/7/05 DisconnecVRecOnnect durina Advised customer of cause of disconnectlreconnect and t im to 2/7/05 

I remedy. Customer slates will contact iocai telephone company for - 1  line check. 
I 

2/22/05 IEcho Sounds IDiscussed tips to reduce h e  occurrence of echo. I 2/22/05 
2/23/05 IDTMF Tone interference ITech Support adjusted DTMF tone pass through. Confirmed I 2/23/05 

resolution was successful. 
Inability for CapTel unit to reach Contacted toll free network managers and they resolved the problem 
data toll free #due to toll free at their end. Customer service representative confirmed with 
network routing problem. Customer that they are able to make calls. 

2/24/05 3/2/05 



3/1/05 Inability for CapTel users to 
reach the data toll free number 

Voice user unable to reach 
CapTei user by cell phone. 

Tech support alerted managers of toll free network of the problem. 
Customer service representative confirmed with customer that now 
able to make and receive captioned calls. 

Conducted test Cali to CapTel user, to ensure ability to accept 
incoming call. Informed caller of possible 1-800 block on caller's cell 
phonelprovider. 

contact DSL provider for new in-line analog filter and line check. 

3/2/05 

311 1/05 3/11/05 

3/22/05 DisconnecVReconnect during Customer advised of causes of disconneclkeconnect. Customer will 3/22/05 
calls 

3/25/05 DTMF Tone Interference Tech Support adjusted DTMF tone pass through. Confirmed 3/25/05 

3/28/05 3/28/05 
resolution was successful. 
Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 
customer that they are able to make calls. 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 
customer that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 

Inability for CapTel users to 
reach the data toll free number 

Inability for CapTel users to 
reach the data toll free number 

inability for CapTel users to 
reach the data toll free number 

3/28/05 3/28/05 

3/28/05 3/28/05 

lcustomer that they are able to make' calls. 

Reported problem to toll free network provider. Problem resolved the 
same mornina. Customer Service reoresentative confirmed with 

3/28/05 inability for CapTel users to 
reach the data toll free number 

3/28/05 
- , ~ ~ ~~ ~~. ~ ~~ ~ .... 

customer that they are able to make calls. 
IReported problem to toll free network provider. Problem resolved the1 3/28/05 llnability for CapTel users to 3/28/95 

I ]reach the data toll free number lsame morning. Customer service representative confirmed with I I 
I lcustomer that they are able to make calls. I 

3/28/05 (Inability for CapTel users to IReoorted problem to toll free network orovider. Problem resolved the1 3/28/05 
~ ~~ ~ ~~ ... 

reach the datatoll free number 

Inability for CapTel users to 
reach the data loll free number 

same rnoining. Customer service representative confirmed with 
customer that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 
same mwnins. Customer service reoresentalive confirmed wilh 

3/28/05 3/28/05 

lcustomer thaithey are able to make'calls. I 
IReported problem to toll free network Drovlder Problem resolved the1 3/28/05 llnability for CapTel users to 3/28/05 

reach the datatoll free number I same morning. Customer service representative confirmed with I customer that thev are able lo  make calls. 
3/28/05 Inability for CapTel users to 

reach the data toll free number 

Inability for CapTel users to 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 
customer that they are able to make calls. 
Reported problem to toil free network provider. Problem resolved the 

3/28/05 

3/28/05 3/28/05 

I reach the data toll free number same morning. Customer service representative confirmed with 
customer that they are able to make calls. I 



3/28/05 

3/31/05 

4/4/05 
4/20/05 

Inability for CapTel users to 
reach h e  data toll free number 

Disconnection/Reconnect during Customer informed of causes of disconnection/reconnection. Sent 
calls 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 
customer that they are able to make calls. 

customer information explaining lhe difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnecUreconnect might be occurring and sent email with tips to 
reduce their occurrence. 

Explained billing situation to customer. 
Tech support identified and remedied the circumstances with a 
system change on 5/25/05. Customer notified. Customer states lhat 

3/28/05 

3/31/05 

4/4/05 
4/22/05; 
ongoing 

Billing Issue 
Incoming Connection - 
CapTioned Calls 

have been caused. Customer expressed concern wilh one word 
appearing in error that caused confusion. Customer encouraged to 
collect CA # and dale of call, and also to ask the olher party to 
clarify if a word is received that caused question. 

4/21/05 

4/22/05 

5/6/05 

5/12/05 

.~ 
all is well. 

Caller ID shows number but not Our technicians have reported this problem to the IXC network 
name managers for correction. 
DisconnecUReconnect during Customer removed the Call Waiting feature as they did not really 
calk need it. Situation improved. 
DTMF Tone interference Tech Support adjusted DTMF tone pass through. Confirmed 

resolution was successful. 05/06/05 

Accuracy of captions Explained to customer how incorrect captions of conversation may 05/17/05 

4/21/05; 
ongoing 
4/25/05 

5/19/05 

I reach the data toll free number Same morning. Customer service representative mnflimed with 
customer that they are now able to make calls. I I 

5/19/05; 

software 

Echo Sounds Sent customer over-the-phone line software update to provide 
resolution. 6/2/05 

I update 

5/27/05 05/27/05 DisconnecUReconnect during 
calk reconnection incidences. 

Sent customer suggestions for alleviating disconnection- 



L e 
E 
m c 
" 
,e 

E 

c 
m 
P 

0 

.- - 



I 9/24/04 9/23/04 IDTMF Tone Interference ITech Support adjusted DTMF tone pass through. Confirmed 

10/15/04 Accuracy of captions Call involved medical terminology and certain words were incorrectly 
presented during the call. Thanked customer for feedback and 

10/15/04 

I Iforwarded to appropriate staff for follow up with the CA. I 
10/201M 
10122104 
10/26/04 

Untl's account aclivated Unil now opera1 onal 10/20104 Acwunt Login Fatiure 
Echo Sounds 
Accuracy 01 captions 

Advized cuslomcr on t ps to avold echo sounds 
Passed complaml to director of caplionng sewice. who agreed to 
contact cuslomer regard ng Spanish grammabu ot captions 

10/22104 
10/26104 

I I I 
I 11/24/04 11/24/04 IEcho sounds IAdvised holding phone away from moulh/face and making umd 

12/9/04 
12/13/04 

_ _  
acoustical seal with ear. Remedy provided, 
Explained billing situation to customer. 

the nationwide toll free network. This disruption caused some 

12/9/04 
12/13/04 

Billing Issue 
Inability for CapTel unit to reach Explained to customer that there was transmission congestion within 
data toll free #due to network 
congestion 

1/3/05 

corismer calls not to oe aOle to reach our Caplloning Ccnrer 
Managers of ha1 network confirmed they expanded (ne capactty and 
Ihe transmisston difficultes snould be resolved 

1/3/05 DiswnnecURewnnect during 
calls 

Customer experiences immediate disconnection; tech support 
identified this as a telephone network line-related problem. Tech 

1/10/05 

I lsupport enabled new software to try and work around this. I 
1/10/05 DisconnecVRewnnect during 

calk 
Customer has Call Waiting feature and didn't program a "block". 
Advised customer to enter in block iw call waiting. Remedy 

I Iresolution was successful. 

I Iprovided. 
I 1/19/04 1/19/05 IDTMF Tone Interference ITech Support adjusted DTMF tone pass through. Confirmed 

~~ 

I 
- 

lresolutioiwas slccessfu~. 
. . - _. _ _  

2/22/05 
2/23/05 

2/24/05 

calk 

Echo Sounds 
DTMF Tone Interference 

Inability for CapTel unit to reach Contacted toll free network managers and they resolved the problem 
data toll free # due to toll free 
network routing problem. 

remedy. Customer states will contact local telephone m p a n y  for 
line check. 
Discussed tips to reduce the occurrence of echo. 
Tech Support adjusted DTMF tone pass through. Confirmed 
resolution was successful. 

at their end. Customer seMce representative confirmed with 
customer that they are able to make calls. 

2/22/05 
2/23/05 

3/2/05 



3/1/05 

3/11/05 

Inability for CapTel users to 
reach the data toll free number 

Tech support alerted managers of toll free network of the problem. 
Customer service representative confirmed with customer that now 
able to make and receive captioned calls. 
Conducted test call to CapTel user, to ensure ability to accept 
incoming call. Informed caller of possible 1.800 block on caller's cell 

3/2/05 

Voice user unable to reach 
CapTel user by cell phone. 

3/11/05 

I I phone/provider. 

calls contact DSL provider for new in-line analog filter and line check. 

I beach the data toll free number lsame mornino. Customer service reDresentative confirmed with 1 

3/28/05 Inability for CapTel users to 
reach the data toll free number 

Reported problem to toll free network provider, Problem resolved the 
same morning. Customer service representative confirmed with 

3/28/05 

lreach the data toll free number lsame morning. Customer service representative wnfirmed with I I 

3/28/05 

3/28/05 

customer that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 
customer that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 

Inability for CapTei users to 
reach the data toll free number 

inability for CapTel users to 

3/28/05 

3/28/05 
~~~ ~ ~~ ~~~ - 

I customer that they are able lo  make calls. 

3128105 Inability For CapTel users to 
reach the data toll free number 

Reported problem to toll free network provider. Problem resolved the 
Same morning. Customer service representative confirmed with 

3/28/95 

3/28/05 

I I (customer that they are able to make calls. I 

Inability for CapTel users to 
reach the data toll free number 

Reported problem to toll free network provider. Problem resolved the 
Same mominq. Customer service remesentative confirmed with 

3/28/05 
~~~~ ~~ ~~ ~ ~ 

lcustomer thaithey are able to make'calls. 

3/28/05 

3/28/05 

~ ~~~~ 

reach the data toll free number 

inability for CapTel users to 
reach the data toll free number 

Inability for CapTel users to 
reach the data toll free number 

same moming. Customer service representative confirmed with 
customer that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 
same morning. Customer Service representative confirmed with 
customer that they are able to make calls. 
Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 

3/28/05 

3/28/05 

3/28/05 Inability for CapTel users to 
reach the data toil free number 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer Service representative confirmed with 

3/28/05 



Complaint Tracking for FL TRS (061011200405131/05). Total Customer Contacls: 105 

Date of 
R S o l U I h  
01125105 

01109105 

ExpYnaton of ResdUtin 

Offered to gel another CA 10 complete fhe custome?i call. Orbin 
CA rollonred p-r wocedure. The CA was coachsd on keeping 
the Daiier benm inlorrned in the Mure. 

Met with agenl. bUI da rm remember lhiS call. The agenl also 
slated that k y  w l d  mt hang up on a customer lnfamed agen 
of Ihe seventy of diYOnwcting an a Customer o( igming thei 
iwtruclans, which can bad up lo and imluding ImiMtsn. Trkd 
to contact curtomw several times. bul Itere war no answer at th 
number provided. 

ate of Cmpl. 

01108105 

01109105 

. .. 
the message. The agent hmed (Msgbeleled) H m v e r  the 
agent da rot delete the mesage as the tty User called back 
latw and the message was in the box. She staled ulat m e  was 
'pisred' that the agent 'kid her a le.' 

Nahue of Comptnt 

TTY usw complained mat the CA wouM nd answer a questin 
and leR lhem swng there withaut responding. This was during 

Infwmed caller complaint Mu ld  be passed on to ule CA5 
@CAprelI!e"dandreia*ofa"oice ma4message. 

supBrviuy. 

Cur tmw gave agenl number to dial and wailed f a  a long 
perad with no r e r p s e  tom the agent. Custwner lyped -are 
you planMng lo de?' and received m reply resulting in 
cuslomw giving up and ditcmneelWg withwt Ihe kmwledge 0 
I the caU was #aced a I)ot. RCS apdqked to cuslmer and 
assured the mat te rw ld  be l&ed iota Customer requested 
can back with the reodutin to Ihb poblem. 

the impess'm lhal the agent was m focused on the call. 

01111105 TTY userrequested agent 1372Fretriive her messages. ARM 
the anent lmed the mersaaes. Ihe ttv user asked hw to delete 

01112105 

follow up. 

processing. 

The supervisa apdqized lo Ihe caller. and then he lung up. Th 
supervisa me1 wilh agent and she staled that she did yawed an 
the call, and the vote perron sad she was to pre-accupied to do 
the call and t w g  up. Reminded the qents that if they need to 
yawn. mugho( smze elc. that they need lo mute the* mic fa 
that moment. Coached them on the h w m e  of always 
werenting a pfessbml imqle during a call at all l i e s .  and rta 
focus during ule d. 

raid lhal he was sming in the back section of the fl-. Whla Ihe 
Cali was being pmcessed. agent was a bit confused of what war 
going on bemuse they -re able l o  hear each omr. Aged did n 
tvpe anything because he war confused. He was mi able to ask 
la assistance as he says there was no ow avadable. Cwched 
agent on caU aocedures. Went over call set and ~ e n a r b  with 
agent. Agent UnderSlOod impattame. 
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DOCKET NO. 03- I 93 Attachment A 

DOCUMENT OFF-LINE 

This page has been substituted for one of the following: 
o This document is confidential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) which was too large to be 
scanned into the ECFS system. 

o Microfilm, microform, certain photographs or videotape. 

o Other materials which, for one reason or another, could not be scanned 
into the ECFS system. 

The actual document, page(s) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 12'h Street, SW, Washington, DC, Room CY-A257. 
Please note the applicable docket or rulemaking number, document type and any other 
relevant information about the document in order to ensure speedy retrieval by the 
Information Technician 



I 3/28/05 llnability for CapTel users to (Reported problem to toli free network provider. Problem resolved the1 3/28/05 I 

3/31/05 

~ ~~ 

reach the data toil free number 

Diswnnection/Reconnect during Customer informed of causes of disconnection/reconnection. Sent 
calls 

same morning. Customer Service representative confirmed with 
customer that they are able to make calls. 

customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnecffreconnect might be occurring and Sent email with lips to 
reduce their occurrence. 

3/31/05 

4/4/05 
4/20/05 

~~~~~~~~ 

4/4/05 
4/22/05; 
onmino 

Billing Issue 
lnmming Connection - 
CapTioned Calls 

Explained billing situation to customer. 
Tech support identified and remedied the circumstances with a 
system change on 5/25/05. Customer notified. Customer states that 

~~ ~ ~~~. ~ 

I I /have been caused. Customer expressed concern with one word-' I 

4/21/05 

4/22/05 

appearing in error that caused confusion. Customer encouraged lo 
collect CA # and date of call, and also to ask the other party to 
clarify if a word is received that caused question. 

~ "~ ~1 
all is well. 

Caller ID shows number but not Our technicians have reported this problem to the IXC netwok 
name managers for correclion. 
DisconnecVReconnect during Customer removed the Call Waiting feature as thev did not reallv 

4/21/05: 
ongoing 
4/25/05 

5/19/05 

5/20/05 

5/19/05 Sent customer over-the-phone line software update to provide 
resolution. 6/2/05 

software 
update 

05/20/05 

Echo Sounds 

Inability for CapTei users lo 
reach the data toll free number 

Reported problem to toll free network provider. Problem resolved the 
same morning. Customer service representative confirmed with 
customer thal they are now able to make calls. 

5/27/05 DismnnecVReconnect during Sent customer suggestions for alleviating disconnection- 05/27/05 
calls reconnection incidences. 


